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Start Call Handling Routine 
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User contacts an automated call handling system 



Create an instance of a dialog record for that user 



Dialog manager routes user information to the dialog record through a dialog 

router 



Create and maintain a dialog state and a dialog data cache 



Create a user specific instance of an Item Wide Frustration Index and an Item 

Wide Frustration Threshold 



Reset Item Wide Frustration Index to an initial value upon first contact with the 

call handling system by the user 



Set the Item Wide Frustration Threshold 



Request a user response from the user 



User transmits the user response 



If can not interpret the user response, increment the Item Wide Frustration Index 
and compare with the Item Wide Frustration Threshold 
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If the Item Wide Frustration Index is below the Item Wide Frustration 
Threshold, repeat the request for a user response 
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If the Item Wide Frustration Index is at or above the predetermined Item Wide 
Frustration Threshold, send a human operator current call handling system state 
information and the user's responses, and reset the Item Wide Frustration Index 

back to it's initial value 



Fig. 2A 
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Operator examines current call handling system state information and user's 

responses 
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If the operator can interpret the user's responses, provide call handling system 
with operator interpreted response 



Call handling system asks user if the interpreted response is correct 



If the interpreted response is correct, call handling system continues interacting 

with the user 



If the interpreted response is not correct, connect the user directly to the operator 



Operator enters in to a normal human-to-human dialog with the user 



Operator optionally hands the user back to the call handling system for further 

processing 
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Connect user directly to operator, if the user begins to speak out of context 



Create a user specific instance of a Transaction Wide Frustration Index, and a 
set of Transaction Wide Frustration Thresholds 
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Reset the Transaction Wide Frustration Index to an initial value upon first 
contact with the call handling system by the user 



If the Item Wide Frustration threshold has been reached or exceeded, increment 
the Transaction Wide Frustration Index, and compare the Transaction Wide 
Frustration Index with a first Transaction Wide Frustration Threshold 
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Fig. 2B 



If the Transaction Wide Frustration Index is below the first Transaction Wide 
Frustration Threshold, do not interrupt the call handling system's interaction 

with the user 



If the Transaction Wide Frustration Index is at or above the first Transaction 

Wide Frustration Threshold, transmit a warning signal to the operator and 
provide the operator with an option to interrupt the call handling system and 

connect directly to the user 



If the Transaction Wide Frustration Index is at or above a second Transaction 
Wide Frustration Threshold, higher than the first Transaction Wide Frustration 
Threshold, automatically connect the user directly to the operator 
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Operator enters in to a normal human-to-human dialog with the user 
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End 
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Fig. 2C 



